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1:00 pm – 2:00 pm 

Hosted by:

The Ohio Department of Medicaid (ODM) & Sandata Technologies
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Icebreaker

What is your favorite season in the state of Ohio?

A. Winter / snow outside

B. Spring / fresh flowers

C. Summer / lots of sunshine

D. Fall, Autumn / colorful leaves
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Sound Test

We are testing sound at this time.

If you cannot hear the sound test, please check the volume 
on your speakers or listening device. 

If you continue to have problems, a recorded webinar will be 
placed on the Ohio Department of Medicaid’s website
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Intended Audience

This presentation is intended for:

» Agency providers

» Independent providers

» Alternate EVV vendors

» EVV oversight entities

» Payers and their staff

» Any interested EVV stakeholders

Welcome!
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Topics Covered Today

• What is the Zendesk Ticket Portal?

• What is a ticket, and how can I see tickets?

• What are Release Notes?

• How can I use this tool for training?

• Where can I go for help?
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What is the Zendesk Ticket Portal?



Question

What is your experience with the Zendesk Ticket Portal?

A. I have not heard of the Zendesk Ticket Portal

B. I have heard of the Zendesk Ticket Portal, but I have never signed in

C. I have signed in to the Zendesk Ticket Portal before
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What is the Zendesk Ticket Portal?
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Zendesk 
Ticketing 

Portal

Help Videos

User Guides*

Vendor 
Specifications

Ticket 
Management

Release 
Notes

*User Guides are product-based, for state guidelines please visit the ODM EVV homepage



What is the Zendesk Ticket Portal?
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How can I access the portal?
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https://sandata.zendesk.com/

https://sandata.zendesk.com/


How can I access the portal?
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How can I access the portal?
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If you do not receive an email, or, you see an error message, please contact 
the EVV provider Hotline at 855-805-3505 to assist with setup



How can I access the portal?
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What is a ticket, and how can I see tickets?



Starting a new ticket
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Sending an email to ODMCustomerCareEmail@sandata.com , or ODMEVV@sandata.com

Calling the ODM EVV Provider Hotline, at 855-805-3505

Using the messenger feature in Sandata EVV, at https://evv.Sandata.com/

Completing a web form in the Zendesk ticketing portal, at https://Sandata.Zendesk.com/

A ticket is a request for assistance submitted to the Sandata EVV Provider Hotline, or the Ohio 
Department of Medicaid EVV team. There are several different ways you can start a ticket.

mailto:ODMCustomerCareEmail@sandata.com
mailto:ODMEVV@sandata.com
https://evv.sandata.com/
https://sandata.zendesk.com/


Question

If you have submitted a request for help before, please raise a hand, or type "YES" in the 
Q&A.
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YES



Starting a new ticket
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Start a new ticket, using an 
interactive guide that suggests 

articles along the way. 

View ticket responses from the Sandata EVV 
team and the Ohio Department of Medicaid. 



Starting a new ticket
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• EVV Device Help
• EVV Portal Help – Data Entry, Visit Maintenance, and Security
• Alternate EVV
• General Ohio Medicaid Program or Policy Question
• Other
• EVV Device Ordering Help
• eTRAC or Welcome Kit Help



19

Starting a new ticket

The help agent 
suggests articles, 
based upon the 
subject. 



Starting a new ticket
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Starting a new ticket
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Starting a new ticket
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Viewing Tickets
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Start a new ticket, using an 
interactive guide that suggests 

articles along the way. 

View ticket responses from the Sandata EVV 
team and the Ohio Department of Medicaid. 



Viewing Tickets
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*Ticket
Number*



Viewing Tickets – Ticket Status
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Any: View all statuses

Open: Requests that are awaiting 
a reply from the EVV team(s)

Awaiting your reply: Requests that 
are awaiting a reply from you as the 
provider

Solved: Requests that have 
been resolved (completed)



Viewing Tickets

26



How will I know if more information is needed?

• If a request is submitted and the EVV team would like additional information, a reply 
will be sent via email.
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What are release notes?



What are Release Notes?
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• Release notes are a scheduled list of changes to the EVV system, when the changes 
will take effect, and how those changes may impact providers.

• The ticket portal now including all items in the release notes. They may or may not 
apply to your configuration. The item's reference number is for internal use only.

• The EVV Newsletter will identify the updates that apply to Ohio providers. You can 
also see the audience beneath each item in the Zendesk portal.

• If the functionality is not automatically available, please contact EVV Provider 
Hotline for additional information (855-805-3505)

https://medicaid.ohio.gov/resources-for-providers/special-programs-and-initiatives/electronic-visit-verification/newsletters/evv-newsletters


Where can I find Release Notes?
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Where can I find Release Notes?
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What do the Release Notes look like?
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How do I know if the update applies to my system?
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For Sandata EVV 
release notes, the 
prerequisite section 
will tell us which 
system will receive the 
changes. Our Ohio EVV 
system is Sandata EVV 
Version 8



How do I know if the update applies to my system?
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For Sandata Mobile 
Connect (SMC) release 
notes, the prerequisite 
section typically says 
NONE. These changes 
will apply to all users 
of SMC.



How do I know if the update applies to my system?
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The most recent 
version of SMC is 

2.0.352

February 27, 2023



Question

True or False: Release notes are a scheduled list of changes to the EVV system, when the 
changes will take effect, and how those changes may impact providers.
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TRUE

FALSE
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How can I use this tool for training?



Question

Use the Q&A function to answer the question below.

A. I am an agency provider

B. I am an independent provider

C. I am a direct care worker at an agency

D. I am a representative or other attendee (Welcome!)
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Where can I find help videos?
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Where can I find help videos?
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Where can I find help videos?

41



Direct Care Worker Video Library
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Summary
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Summary
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https://medicaid.ohio.gov/resources-for-providers/special-programs-and-
initiatives/electronic-visit-verification/electronic-visit-verification

ODMEVVTraining@sandata.com

https://medicaid.ohio.gov/resources-for-providers/special-programs-and-initiatives/electronic-visit-verification/electronic-visit-verification
https://medicaid.ohio.gov/resources-for-providers/special-programs-and-initiatives/electronic-visit-verification/electronic-visit-verification
mailto:ODMEVVTraining@sandata.com
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Where can I go for help?



Help is available!

• Provider 1-1 Sessions
» Speak with a Sandata trainer in a private Zoom call, and 

receive help with your EVV system

»EVV Deep Dive Series
» The next webinar in the series will cover claims matching and reports

»Monthly Webinar Series
» Presenting solutions to EVV issues affecting the provider population
» Example: Increasing Auto Verification, Getting Started with EVV
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https://go.oncehub.com/ODMEVVHelp
https://go.oncehub.com/ODMEVVHelp
https://medicaid.ohio.gov/resources-for-providers/special-programs-and-initiatives/electronic-visit-verification/upcoming-webinars


EVV Contacts
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Contacts Types of Questions Fielded
Sandata EVV Provider Hotline
ODMCustomerCareEmail@sandata.com
855-805-3505
Hours of Operation:
Mon-Fri, 7am-8pm, Sat-Sun, 9am-5pm

▪ Sandata technical questions
▪ Device Help
▪ Getting Started with EVV
▪ EVV Visit Maintenance

ODM EVV Team

ODMEVV@sandata.com

614-705-1082

▪ EVV policy questions

▪ Services subject to EVV

▪ EVV and claims matching logic

▪ Alternate EVV requirements
ODM Provider Integrated HelpDesk

800-686-1516

▪ Questions on account in PNM

▪ Billing questions

▪ Identify provider Medicaid provider ID

▪ Updating contact information
Medicaid Fraud

medicaidfraud@medicaid.ohio.gov

800-282-0514

▪ To report suspected or potential Medicaid fraud and 

abuse

mailto:ODMCustomerCareEmail@sandata.com
mailto:ODMEVV@sandata.com
mailto:medicaidfraud@medicaid.ohio.gov


Payer Contacts for EVV
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Payer Department Contact Information
Aetna Provider Relations ▪ 1-855-364-0974

AmeriHealth Caritas Ohio Provider Relations ▪ 1-833-296-2259

Anthem Provider Relations ▪ 1-800-462-3589

Buckeye Provider Relations ▪ 1-866-246-4358

CareSource Provider Relations ▪ 1-800-488-0134

Department of Developmental 

Disabilities (DODD)

▪ 1-800-617-6733

Humana Provider Relations ▪ 1-877-856-5707

Molina Provider Relations ▪ 1-855-322-4079

Ohio Department of Aging (ODA) ▪ Provider_Inquiry@age.Ohio.gov

Ohio Department of Medicaid 

(ODM)

EVV

Integrated HelpDesk

▪ ODMEVV@sandata.com; 614-705-1082

▪ 1-800-686-1516
United Provider Relations ▪ 1-800-600-9007

mailto:Provider_Inquiry@age.Ohio.gov
mailto:ODMEVV@sandata.com


EVV Helpful Resources
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Resource Title Description

ODM EVV Fact Sheet
pdf document

One page summary of the EVV program for providers, agency staff, case managers, 

and others.

ODM EVV page
Webpage

The general ODM EVV webpage for providers and stakeholders.

EVV Newsletters
Webpage

Monthly EVV newsletters highlighting program changes/updates.

Subscribe to ODM EVV communications.

EVV Webinars
Webpage

The ODM EVV team hosts monthly webinars and post the recording and slides from 

each webinar. Upcoming and historical webinars can be found on the ODM EVV 

webpage.

EVV Tools and Helpful 

Documents
Webpage

ODM webpage for helpful documents on the EVV program, Sandata system, 

telephony, devices, payor systems and Zendesk Sandata help desk portal.

https://medicaid.ohio.gov/static/Families%2C+Individuals/Programs/EVV/Documentation/FactSheet.pdf
https://medicaid.ohio.gov/resources-for-providers/special-programs-and-initiatives/electronic-visit-verification/
https://medicaid.ohio.gov/resources-for-providers/special-programs-and-initiatives/electronic-visit-verification/newsletters/evv-newsletters
https://medicaid.ohio.gov/home/govdelivery-subscribe
https://medicaid.ohio.gov/resources-for-providers/special-programs-and-initiatives/electronic-visit-verification/upcoming-webinars
https://medicaid.ohio.gov/resources-for-providers/special-programs-and-initiatives/electronic-visit-verification/tools-and-help-documents
https://medicaid.ohio.gov/resources-for-providers/special-programs-and-initiatives/electronic-visit-verification/tools-and-help-documents


EVV Helpful Resources
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Resource Title Description

Programs and Procedure 

Codes Included in EVV
pdf document

List of covered programs and services subject to EVV requirements, listed by payor.

Time to Units Conversion
pdf document

Time to units’ conversion for EVV services, by payor.

Sandata Help Desk 

Ticketing portal – Zendesk
Webpage

Helpdesk portal to access open and historical tickets submitted by users to Sandata 

and the ODM EVV team.

Reports in EVV and 

Aggregator
pdf document

List of all reports available in the Ohio Sandata EVV and Sandata Aggregator portal, 

with included fields and sample use cases.

EVV Device Frequently 

Asked Questions
pdf document

A helpful device guide, that explains the similarities and differences between the 

EVV device and the Bring Your Own Device option

EVV General Frequently 

Asked Questions
pdf document

Questions from the provider community regarding policy, device orders and returns, 

getting started, and other EVV topics

https://medicaid.ohio.gov/static/Providers/EVV/Providers/Covered-Programs-and-Services.pdf
https://medicaid.ohio.gov/static/Providers/EVV/Providers/Covered-Programs-and-Services.pdf
https://medicaid.ohio.gov/static/Providers/EVV/Providers/Time-to-Units-Conversion-Table.pdf
https://sandata.zendesk.com/hc/en-us
https://sandata.zendesk.com/hc/en-us
https://medicaid.ohio.gov/static/Providers/EVV/Providers/Reports_in_EVV_and_Aggregator.pdf
https://medicaid.ohio.gov/static/Providers/EVV/Providers/Reports_in_EVV_and_Aggregator.pdf
https://medicaid.ohio.gov/static/Providers/EVV/Providers/EVV_Device_FAQ.pdf
https://medicaid.ohio.gov/static/Providers/EVV/Providers/EVV_Device_FAQ.pdf
https://medicaid.ohio.gov/static/Providers/EVV/Main/FAQforEVV.pdf
https://medicaid.ohio.gov/static/Providers/EVV/Main/FAQforEVV.pdf
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